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Overview

1000
Intro (including 

language 
selection)

1300-1800
Menus

2000
Caller/Case ID

5000
Transfer (to 

specified skill)

All Other
Choices

3000
Help Center 

Locator

Help
Center

3500
Play EBT 

Message (in 
hours, option to 

transfer)

EBT
Question

4000
FAQ PlayerFAQ

4500
Case Status 

Player

Get Case
Status

1800
Leave Message

Report Change
After Hours

Options 
Requiring

Caller/Case ID

Notes: 

The process starts with 1000 Intro
Blind Option and Optional Message Manager (7000) are hidden options in 1000 (at Language 
Switch)
For details regarding presentation and selection of menu items, see 1300-1800
The key elements are Menu Selection (1300-1800), Caller/Case ID (2000), Help Center Locator 
(3000), Play EBT Message (Step 3500), FAQ Player (4000), and Case Status Player (4500)  
This document does not contain any specific dialog information – for the full specification of system 
prompts and caller responses, see the Detailed Dialog Design document (an Excel file).
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Initial prompt.

Defined 
point of 
return * (Go Back)

# (Repeat)

6000 
Confirm 

Exit

9 (Exit)

Extended 
reprompt

1st nomatch/noinput

5000 
Transfer

2nd nomatch/noinput

0 (Zero Out)
Set TransferType = 

Tier 1
SEE NOTES

Next prompt/ 
message/action.

All Other
Inputs

General Prompt Behavior

Notes: 

This is a description of general, default prompt behavior.
The defined point of return for Go Back (*) is the previous initial prompt with which the caller 
interacted, including any message that preceded the previous set of options.
Repeat (#) repeats the initial prompt, skipping any of the optional introductory messages.
Callers get two chances to respond to a prompt – at the initial prompt and at the extended reprompt.
The 2nd problem event (nomatch – an incorrect key press, or noinput – a timeout) triggers a transfer 
event – note that the behavior of Transfer is different during and after office hours (see 5000 
Transfer for details).
Pressing 0 after the language switch and main menu takes the caller to 5000 Transfer, with the 
transfer type set to Tier 1.  At the language switch and main menus, the first time a caller presses 0, 
he or she hears a message encouraging the selection of a choice from the menu (the second 0 
takes the caller to 5000 Transfer).
This document does not contain any specific dialog information – for the full specification of system 
prompts and caller responses, see the Detailed Dialog Design document (an Excel file).
Throughout the rest of this document, dialogs that conform to this general behavior will not show 
this level of detail – exceptions will be noted.
Unless otherwise specified in a dialog step, the default behavior is for 9 to go to 6000 Confirm Exit.
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1000
Intro

1000
Intro

1010
Language Switch

Continue with 
Spanish version of 
application – will 
be structurally 

identical to English 
version

1030
County Check

1040
Ineligible 

Caller 
Message

Disconnect

1200
Business Hours 

Check

1700
After Hours 
Main Menu

1300 Main 
Menu

1: English
(or nomatch/

timeout)

Open

Closed

2: Spanish

1020
Negotiate 
Language 
Selection

0

Note: 

The exact method to use in Step 900 to determine caller location (and thereby time zone and pilot 
eligibility) is TBD.  

75 (Blind Option)

1: In county list

5000 
Transfer

7000
Optional 
Message 
Manager

79
2: Not in county list

1035
Negotiate 

County Check

0

IMPACT
(Set Main =
IMPACT)

1050
Global

1015
Benefits 

or 
IMPACT?

Benefits
Pilot = True

3000
Help Center 

Locator

Place these 
calls at the 
front of the 

Tier 2 queue

Benefits
Pilot = False
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1200
Business 

Hours Check

1300
Main Menu

1300
Main Menu

1325
Negotiate Main 
Menu Selection

5000 
Transfer

2000
Caller/ 

Case ID

3000
Help Center 

Locator

1400
Main Menu 

Level 2

0 (1st time)0 (2nd time)
Tier 1

1: Apply for Assistance
3: Report Change
4: Get Case Status
5: Reschedule Appointment
6: Letter or Notice

2: Locate Help Center

7: Report Suspected Fraud
Tier 2

8: More Options

Note: 

As shown in the Detailed Dialog Design, all main menu choices that go to 2000 Caller/Case ID have 
their value assigned to a variable to use in the final disposition of the choice.  For example, for 
Option 1, Main = “Apply for Assistance”, and for Option 6, Main = “Letter or Notice”.  

4000
FAQ 

Player

4100 
Benefits 
Menu

4110 Food 
Stamps 
Menu

4120
Cash/TANF 

Menu

4130
Medicaid 

Menu

4200
Report 
Change 
Menu

4300
EBT 

Menu

4400
Report 

Fraud Menu

4500
Case 
Status 
Player
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1300
Main Menu

1400
Main Menu

Level 2

1400
Main Menu Level 2

1325
Negotiate Main 
Menu Selection

5000 
Transfer

2000
Caller/ 

Case ID

0 (1st time)0 (2nd time)
Tier 1

1: Trouble Getting Info
5: Anything Else

3500
Play EBT 
Message

4000
FAQ Menu

2: EBT Questions

3: FAQ

1600
Third Party Menu 1: Case Specific Question

0
2: General Question
Noinput/nomatch 2

Tier 1

4: Third Party
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1200
Business 

Hours Check

1700
After Hours Main 

Menu

1700
After Hours Main Menu

1325
Negotiate Main 
Menu Selection

2000
Caller/ 

Case ID

0

1: Locate Help Center

5: EBT Questions

2: Get Case Status

4000
FAQ Menu

4: FAQ

3500
Play EBT 
Message

1800
Report Change 

After Hours

3: Report 
Change AO

Leave Message 
(address change)

Leave Message 
(income change)

Leave Message 
(change in family 

members)

Leave Message 
(all other or 

multiple changes)

End Call

1: Address Change

2: Income
Change

4: All Other
Changes

3: Change in
Family Members

4000 FAQ 
Player

4100
Benefits 
Menu

4110
Food 

Stamps 
Menu

4120 Cash/
TANF Menu

4130
Medicaid 

Menu

4200
Change 
Menu

4300
EBT Menu

4400
Report 

Fraud Menu

3000
Help Center 

Locator

4500
Case Status 

Player

4500
Case Status 

Player
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1300
Main
Menu

2000
Caller/Case ID

2000
Enter Last 4 Digits 

of SSN

2100
Enter Case # or 

Date of Birth (If Main 
= IMPACT, RID 

replaces Case #)

2200
Confirm ID Data

SkipCaseDOB
= False

SkipCaseDOB
= True

Change 
Case # / DOB

Change SSN (Set SkipCaseDOB = True)
Change Both (Set SkipCaseDOB = False)

2400
Account Record 

Lookup

N
Set GotID = True

5000
Transfer

Account not found: Tier 1
Multiple accounts found: Tier 1

2500
Disposition

Main = Apply for Assistance: Tier 1
Main = Report Change: Tier 2

Main = Reschedule Appointment: Tier 1
Main = Trouble Getting Info: Tier 2

Main = Notice or Letter: Tier 2
Main = Anything Else: Tier 1

4500
Case Status 

PlayerOne account Main = Get Case Status

GotID?

False

True

Note: 

To accommodate zip code transfers to Arbor, if Main = IMPACT (see 1000 Intro, Step 1045) then 
prompts for Case # become prompts for RID.  After collecting the Last 4 SSN and RID/DOB, the 
flow goes to 3000 Help Center Locator to get the zip code, then returns for Step 2200 Confirm ID 
Data.  If confirmed, the system uses the zip code to route to the designated Arbor location.

Main = 
IMPACT?Correct

Y

5000
Transfer

3000
Help Center 

Locator
Change Zip Code (Set MoreInfo = No)

Change Everything

Main = 
IMPACT? N

5000
Transfer

Y

Uninterpretable 
DOB?

N

2150
Try DOB Again Y
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1300
Main Menu

3000
Help Center Locator

1700
After Hours 
Main Menu

3000
Enter Zip Code

Notes: 

In Step 3050, we need to check to see if the entered zip code is on a list of valid zip codes for the 
given rollout stage.  
In Step 3200, the “Next Location” menu option only plays if there is a next location.  If this is the last 
location, an appropriate message plays before the presentation of the menu items.  See the 
Detailed Dialog Design Specification for the exact wording.

3100
Get Closest 

Locations (up 
to 3)

3040
Zip Code 

Valid?

3050
Invalid Zip Code 

Message

At Least 1 
Location?

3200
Location Info/

Menu

3150
No Locations

Message/Menu

N

N Y

N

Change Zip Code

After Hours?

N

Y Main Menu

Next location 
data available?

Next Location
Y: Load data

3250
No More Locations 

Message/Menu
NChange Zip Code

Main = 
IMPACT?

1015
Benefits or 
IMPACT?

2000
Caller/

Case ID
MoreInfo = 

YES?

Y

Y
5000

Transfer N

9



1400
Main Menu 

Level 2

3500
Play EBT Message

1700
After Hours 
Main Menu

3500
Play EBT 
Message

Notes: 

During or after EBT Message playback, the caller has the standard options (shown on the General 
Prompt Behavior tab) to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an 
agent (option only spoken when call center is open).  To enhance visual clarity of the design, these 
options do not appear.  For the message details, see the Detailed Dialog Design Specification.
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1400 Main 
Menu 

Level 2

4000
FAQ Menu

1700
After Hours 
Main Menu

4000
FAQ Menu

4450
Play Mailing/Fax 

FAQ

4460
Play Disagreeing 
with a Decision 

FAQ

1: Benefit Program 
Information

2: Reporting a 
Change 3. EBT Card 4. Reporting 

Suspected Fraud 5. Mailing/Fax 6. Disagreeing with 
a Decsion

4100
Benefits
Menu

4200
Report 
Change 
Menu

4300
EBT Menu

4400 
Suspected 

Fraud Menu

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: 
# to repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 
to return to the FAQ Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.

1300 Main 
Menu

7. Main Menu

8. FAQ Menu

After hours?

1700 After 
Hours Main 

MenuN Y
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4000
FAQ 

Player

4100
Benefits Menu

4151
Play Nursing 
Home FAQ

4161
Play IMPACT FAQ

1: Food Stamps 2: Cash Assistance 
or Temporary 
Assistance for 

Needy Families

3. Medicaid 4. Hoosier 
Healthwise

5. Nursing Home 
Care 6. IMPACT

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: 
# to repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 
to return to the Benefits Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.

7. Main Menu

1300
Main 
Menu

4100
Benefits Menu

8. Benefits Menu

4110 Food 
Stamps 
Menu

4120 Cash/ 
TANF 
Menu

4130
Medicaid 

Menu

4140
Hoosier 

Healthwise 
Menu

After hours?N

1700
After Hours 
Main MenuY
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4100 
Benefits 
Menu

4110
Food Stamps 

Menu

1: What is the Food 
Stamp Program, 

and what can I buy 
with Food Stamps?

2: How do I apply 
for Food Stamps?

3. How do I find out 
if I might be eligible 
for Food Stamps?

5. How much can I 
earn and still be 
eligible for Food 

Stamps?

6. What information 
do I need to provide 
when applying for 

Food Stamps?

7. What do I do if I 
can’t get the 

information you 
have asked me for 

or if I need any 
other help to apply?

8. How do I 
schedule or 

reschedule my 
interview?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: 
# to repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 
to return to the Food Stamps Menu, 9 to end the call and, during office hours, 0 to transfer to an 
agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has 
entered an FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4110
Food Stamps Menu

4111
Play Food 
Stamps
FAQ #1

4114
Play Food 

Stamps
FAQ #4

4116
Play Food 
Stamps
FAQ #6

4118
Play Food 
Stamps
FAQ #8

4117
Play Food 
Stamps
FAQ #7

4115
Play Food 
Stamps
FAQ #5

4113
Play Food 
Stamps
FAQ #3

4112
Play Food 
Stamps
FAQ #2

4. How long does it 
take to get benefits 

if I am eligible?

4119
Play Food 
Stamps
FAQ #9

9. If I have 
submitted an 

application for Food 
Stamps, what 
happens next?

4110 Food 
Stamps 
Menu

8. Food Stamps 
Menu

3 3 3 3 3 3 3 3

After hours?
1300 Main 

Menu

1700
After Hours 
Main MenuN Y

4470
Conditional 

Transfer

0: Transfer
to Agent
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4100 
Benefits 
Menu

4120
Cash/TANF Menu

1: What is TANF?
2: How do I qualify 

to get cash 
assistance?

3. Who can get cash 
assistance?

5. How long does it 
take to process an 

application?

6. What do I do if I 
can’t get the 

information you 
have asked me for 

or if I need any 
other help to apply?

7. If I have 
submitted an 

application for cash 
assistance, what 
happens next?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: 
# to repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 
to return to the Cash/TANF Menu, 9 to end the call and, during office hours, 0 to transfer to an 
agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has 
entered an FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4121
Play Cash/TANF

FAQ #1

4124
Play Cash/TANF 

FAQ #4

4126
Play Cash/TANF 

FAQ #6

4127
Play Cash/TANF 

FAQ #7

4125
Play Cash/TANF 

FAQ #5

4123
Play Cash/TANF 

FAQ #3

4122
Play Cash/TANF 

FAQ #2

4. How do I apply 
for cash assistance?

4120 Cash/
TANF Menu

8. Cash/TANF Menu

3 3 3 3 3 3

After hours?N Y

4120
Cash/TANF Menu

1300 
Main 
Menu

1700 After 
Hours Main 

Menu

4470
Conditional 

Transfer

0: Transfer
to Agent
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4100
Benefits 
Menu

4130
Medicaid Menu

1: What does 
Medicaid cover?

2: How do I apply 
for Medicaid?

3. How long does it 
take to process an 

application?

5. What do I do if I 
have applied but 

cant’ get the 
information the 

State has asked for, 
or I need any other 

help to apply?

6. If I have 
submitted an 
application for 
Medicaid, what 
happens next?

7. What do I do if I 
do not receive or I 
lose my Medicaid 

card?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: 
# to repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 
to return to the Medicaid Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has 
entered an FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4131
Play Medicaid

FAQ #1

4134
Play Medicaid

FAQ #4

4137
Play Medicaid

FAQ #7

4136
Play Medicaid

FAQ #6

4135
Play Medicaid

FAQ #5

4133
Play Medicaid

FAQ #3

4132
Play Medicaid 

FAQ #2

4. What information 
do I need to provide 

to apply for 
Medicaid?

4130 
Medicaid 

Menu

8. Medicaid Menu

3 3 3 3 3 3

After hours?N Y

4130
Medicaid Menu

1300 Main 
Menu

1700 After 
Hours Main 

Menu

4470
Conditional 

Transfer

0: Transfer
to Agent
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4100
Benefits 
Menu

4140
Hoosier 

Healthwise Menu

1. What is Hoosier 
Healthwise?

2: How can I receive 
information about 

the Hoosier 
Healthwise health 

plans?

3. What if my doctor 
decides not to participate in 
Hoosier Healthwise in 2007 
and I need a new doctor, or 

how can I obtain a list of 
primary medical providers 

in my area?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: # to 
repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 to return 
to the Hoosier Healthwise Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has entered an 
FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4141
Play Hoosier 
Healthwise

FAQ #1

4144
Play Hoosier 
Healthwise

FAQ #4

4143
Play Hoosier 
Healthwise

FAQ #3

4142
Play Hoosier 
Healthwise

FAQ #2

4. What number do I 
call when I need 
help with Hoosier 

Healthwise?

4140 
Hoosier 

Healthwise 
Menu

8. Hoosier 
Healthwise Menu

3 3 3

After hours?N Y
1300 Main 

Menu

1700 After 
Hours Main 

Menu

4140
Hoosier Healthwise Menu
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4000
FAQ 

Player

4200
Report Change 

Menu

1. What kinds of 
changes to I need to 

report?
2. How do I report a 

change?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: # to 
repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 to return 
to the Report Change Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has entered an 
FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4230
Play Report 

Change
FAQ #3

4220
Play Report Change

FAQ #2

4210
Play Report 

Change
FAQ #1

3. What happens 
when I report a 

change?

4200 
Report 
Change 
Menu

8. Report Change 
Menu

3 3

After hours?N Y

4200
Report Change Menu

1300
Main Menu

1700
After Hours 
Main Menu
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4000
FAQ

Player

4300
EBT Menu

1. How do I get an 
EBT card?

2: How do I get an 
EBT card replaced if 
it is lost or stolen?

3. Where can I use an EBT 
card?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: # to 
repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 to return 
to the EBT Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has entered an 
FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4310
Play EBT
FAQ #1

4340
Play EBT
FAQ #4

4330
Play EBT
FAQ #3

4320
Play EBT 
FAQ #2

4. How do I know 
the account balance 

on my EBT card?

4300 EBT 
Menu

8. EBT Menu

3 3 3

After hours?N Y

4300
EBT Menu

1300
Main 
Menu

1700
After Hours 
Main Menu
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4000
FAQ 

Player

4400
Suspected Fraud 

Menu

1. How do I report a 
situation where I 

suspect fraud 
related to food 
stamps, cash 
assistance, or 

medical assistance?

2. Can I report fraud without 
giving my name?

Notes: 

During or after FAQ playback, the caller has the standard options shown on the General Prompt 
Behavior tab to press # to repeat, * to go back, 9 to end the call, and 0 to transfer to an agent.  To 
enhance visual clarity of the design, these options do not appear unless necessary to show a 
nonstandard usage.
The other FAQ Player controls are 1 to stop playback and play the after-message options which are: # to 
repeat, * to go back, 3 for next FAQ (if there is one) in a section, 7 to return to the Main Menu, 8 to return 
to the Suspected Fraud Menu, 9 to end the call and, during office hours, 0 to transfer to an agent.
If the caller has entered an FAQ from a menu, go back returns to that menu.  If the caller has entered an 
FAQ from the previous FAQ, go back returns to that previous FAQ.

7. Main Menu

4430
Play Suspected 

Fraud
FAQ #3

4420
Play Suspected Fraud

FAQ #2

4410
Play Suspected 

Fraud
FAQ #1

3. What will happen 
next after reporting 
suspected fraud?

4400
Suspected 

Fraud Menu

8. Report Fraud 
Menu

3 3

After hours?N Y

4400
Suspected Fraud Menu

1300
Main 
Menu

1700
After Hours 
Main Menu
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2000
Caller/ 

Case ID

4500
Case Status Player

4500
Start Case Status 

Player

4520
Check AG Info 

(including number 
of AGs per type)

4600
Play Food Stamps 
detail.  Like to hear 

again?

4700
Play TANF detail.  

Like to hear 
again?

4800
Play Health 

Coverage detail.  
Like to hear 

again?

4850
Play list of pending 

documents (if 
organized by case 
rather than AG) –
Hear list again?

4900
Determine and 

play appointment 
type

4910
Play face-to-face 

appointment info –
hear again?

4920
Play telephone 

appointment info –
hear again?

4950
End of Status 

Options

Y

Office Phone

1: Play again

1300
Main 
Menu

1700
After Hours 
Main Menu

5000
Transfer

1800
Report 

Change After 
Hours

# Food Stamps 
AGs =1

Y

# TANF AGs 
=1

Y

N (If >1, set
SpeakToAgent 

= Yes

# Health 
Benefits AGs 

=1

Y

N (If >1, set
SpeakToAgent 

= Yes

N (If >1, set
SpeakToAgent 

= Yes

Y Y Y

N N N

N

No Appointment

2: Main Menu
TOD=Open

2: Main Menu
TOD=Closed

3: Report Change
4: Reschedule Appt

TOD=Open

3: Report Change
TOD=Closed

SpeakToAgent 
= Yes?

NNY Y

4925
Play Complicated 
Status Message

Y

N
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General 
Prompt 

Behavior

1300
Main Menu

5000
Transfer

5000
Transfer

Do specified 
transferN: In Hours

Return to dialog 
step from which 
caller or system 
initiated transfer

N: After
Hours

2000
Caller/ 

Case ID

Blind 
Transfer

4470
Conditional 

Transfer

In Hours
1: Trouble getting info – Tier 2

2: Need other help – Tier 1

4110 Food 
Stamps 
Menu

4120 Cash/
TANF Menu

After
Hours

4130
Medicaid 

Menu

4500
Case Status 

Player

2000
Caller/

Case ID

Main = 
IMPACT?

Do specified Arbor 
transfer

Y

3000
Help Center 

Locator

2000
Caller/

Case ID
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General 
Prompt 

Behavior

6000
Confirm Exit

6000
Confirm Exit DisconnectYes

Return to dialog 
step from which 
caller or system 

initiated 
disconnection

No
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1000
Intro

7000
Optional Message Manager

Note: 

Application will need to provide for management of authorized extensions and associated PINs.   

7000
Enter extension 
and password

Authorized?

7010
Disconnect

N

Y

7200
Select Message

7300
Select Action

7400
Review Message

7500
Record Message

7600
Erase Message

1-5

1 3

2

4
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